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How the SRT (Frontend) System Works 

 
SRT is a task management system designed to manage Customer Relationship Management (CRM) Service Requests 

(SRs). It automatically allocates and re-allocates pending SRs to available online agents. 

 

Key Functionalities: 

 

1. Automatic & Equal Allocation: 

o The system distributes new SRs equally among all online SR Agents. 

o Example: If you upload 10 new SRs and 3 agents are online, SRT will allocate them in a round-robin 

fashion: SR 1 to Agent 1, SR 2 to Agent 2, SR 3 to Agent 3, SR 4 to Agent 1, SR 5 to Agent 2, and so on. 

2. Online Agent Requirement: 

o SRT can only allocate SRs to agents who are logged into the system. 

o Note: If new SRs are uploaded but no agents are online, the SRs will remain in a pending state until an 

agent logs in. 

3. Pending SR Re-allocation: 

o If an agent logs out improperly, the system will automatically remove the "lock" from all SRs assigned 

to them and re-allocate those SRs to the next available online agent. 

4. New SR Allocation: 

o When new SRs are updated in SRT (e.g., from Report900), the system automatically allocates these 

pending SRs equally to all relevant online agents. 

5. Manual SR Locking: 

o Double-clicking an Account Number or SR Number will lock that specific SR for you. A locked SR will 

not be re-allocated to another agent, and its status cannot be changed by others until you (or the 

system) unlock it. 

o SRs with a status of Resolved, Closed, or Rejected cannot be unlocked or have their status changed. 

6. Comments: 

o All users have the rights to add new comments to any SR. 

7. Automatic Calculations: 

o SRT automatically calculates and updates Priority, SLA, and Elapsed Time for each SR. 

o Note: For Credit Limit Enhancement (CLE) SRs, the system only considers Monday to Friday, 9:30 to 

18:30, as working hours. 

 

Priority & SLA Definitions: 
 

Category Priority Levels (Based on Elapsed Time) SLA Breach Threshold 

Non-CLE Low: 0-1 Hr, Medium: 1-2 Hrs, High: 2-3 Hrs, Critical: >3 Hrs Out of SLA: > 4 Hours 

CLE Low: 0-9 Hrs, Medium: 9-13.5 Hrs, High: 13.5-18 Hrs, Critical: >18 Hrs Out of SLA: > 27 Business Hours 

 

*CLE: Credit Limit Enhancement. The 27-hour SLA for CLE is equivalent to 3 business days (9:30 AM - 6:30PM).* 

 

User Management & Features: 

8. Employee Information: Users can view their own information. 

9. Session Management: 

o To avoid an automatic logout, users must indicate their availability by selecting a session status: 

▪ (A) I am here (Extends session by 15 minutes) 

▪ (B) Tea break (20 minutes) 
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▪ (C) Lunch break (45 minutes) 

▪ (D) Meeting (60 minutes) 

o SRT allows only one active session per user. 

10. Roster & Privileges: SR Agents can view their weekly roster and application privileges. 

11. Reports: Users can access real-time reports for both Pending and Closed SRs. 

12. SRT Tickets: Users can log issues or bugs related to the application using this feature. 

 

 

13. Self-Service: 

o Users can create new SRT accounts and change their passwords. 

o The "Forgot Password" feature on the login screen allows users to retrieve their password 

immediately. 

o Using "Create New Account," "Forgot Password," or "Change Password" will trigger an auto-generated 

email to the user. 

14. Admin Capabilities: Administrators can see who is online and track user activity. 

15. User Tracking: SRT manages user details, including login time, logout time, idle time, and system information. 

 

 
 

Important Notes & Guidelines 

 
1. Network Dependency: SRT operates only on a LAN (Local Area Network) connection. 

2. Proper Logout Procedure: Agents must log out properly before performing any of the following actions. Failure 

to do so will cause the system to consider you online and continue allocating SRs to you. 

o Before disconnecting the LAN cable. 

o Before shutting down your laptop/desktop. 

o At the end of your shift. 

o Remedy: If you did not log out successfully, immediately log back in and then log out properly. 

3. System Sleep Settings: To prevent disruptions, please increase your laptop/desktop's sleep timer to 

a minimum of 2 hours. 
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1.1 Login Screen 

 
• New Users: Click the "Create Account" button to register for a new SRT account. 

• Existing Users: Log in using your credentials (User ID and Password). 

• Forgot Password: If you have forgotten your password, click the "Forgot Password" button to retrieve it 

directly. 

• Change Password: To update your password, click the "Change Password" button. 

• Password Policy: 

o Passwords must be between 5 and 15 characters long. 

o Passwords are case-sensitive and can use a combination of lowercase letters, uppercase letters, 

numbers, and symbols. 

• Email Registration: You must provide a valid official email address for all system communications and future 

reference. 
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1.2 Home Screen 

 
• Employee Information: Users can view their personal details. 

• Session Management: To avoid automatic logout, users must indicate their availability by selecting a status 

from the idle time combo box to extend their session. 

• Roster & Rights: SR Agents can view their weekly roster and assigned system privileges. 

• Reports: Users can access real-time SRT reports for both Pending and Closed SRs. 

• Role-Based Access: SR Agents will only see the application tabs relevant to their assigned rights. 

• SRT Tickets: Use this feature to log any issues or bugs encountered with the application. 

 

 

 

1.3 Agent Screens 

 
• SR Visibility: Agents can only see the details of SRs pending for them. 

• Status Update: Agents can update the status of their SRs, either individually or in bulk. 

• Update Modes: 

o (A) Single: Update one SR at a time. 

o (B) Bulk by Account: Update multiple SRs associated with a specific Account Number. 

o (C) Bulk by SR Number: Update multiple SRs at once using an Excel template. 
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1.4 Email Agent Screen 

 
• SR Visibility: Email Agents can view details for all SRs (both Closed and Pending) across all agents. 

• Status Change Rights: They can change the status of SRs (single or bulk), provided the following conditions 

are met: 

o (A) The SR status is currently "Pending." 

o (B) The SR is not locked by another user. 

o (C) The owner of the SR is either "SR Agent" or "DataLink Agent." 

• Locking Rights: Email Agents cannot manually lock or unlock any SRs. 

• Comments: They have the ability to add comments to SRs. 

• Search & Export: Users can search for SR details using multiple parameters and export the results to Excel. 

 

1.5 Read Only Screen 

 
• SR Visibility: Any user can view SR details for all agents, but in a read-only mode. 

• Search & Export: Users can search for individual or bulk SR details and export the results to Excel. 

• Closure Reports: Users can export SR closure details to Excel based on a selected date range. 

 

 
 

1.6 Reports 

 

• Access: Any user can view, email, or print real-time summaries of SR statuses (Pending/Closed). 

• Closed Reports: Available for periods such As on Date, This Week, This Month, Last Week, and Last Month. 

• Pending Reports: Available views include Agent Wise, Bucket Wise, and Status Wise. 
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1.7 Roster 

 

• System Availability: SRT operates 24 hours a day, 7 days a week, 365 days a year, with shift-based 

scheduling. 

• Roster Management: Authorized users can update rosters at any time and distribute them via email. 

• Viewing Rosters: Users can see their own roster details on the Home Screen under the 'Employee 

Information' tab. 
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1.8 SRT Bugs / Requirements 

 

• Bug Submission: Users can post details about new bugs or system requirements. 

• Notifications: Once a new bug is logged, all relevant users will receive an automatic email notification from 

SRT. 

• Tracking: The system tracks all bug information, and their current status is visible online to users. 
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How SRT (Backend) Works 

 

 
1 1.1 Steps to Update Backend Report900 (Every 2 Hours) 

 

Objective: To periodically fetch and process the latest SR data from an FTP server and update the SRT database. 

 

Prerequisites: 

• Ensure you have access to the FTP server and the local folder D:\Macro_Templates. 

• Have the SRT_Backend_A1.1.accde MS Access file ready. 

 

Procedure: 

1. Connect to FTP: 

o FTP Address: ftp://172.17.4.***/Report900/ 

o Login ID: csoumr 

o Password: ************ 

2. Download and Process Report900.zip: 

o Navigate to the Report900 folder on the FTP. 

o Copy the latest Report900.zip file. 

o Paste the file into your local folder: D:\Macro_Templates. 

o Extract the contents of the ZIP file to this location. 

o Open the extracted Excel file. 

o Apply text-to-columns delimitation to the first column using the caret symbol ^. 

o Review the data and correct any rows that may have split incorrectly. 

o Save the file in .xlsx format with the 

name Final_Report900.xlsx at D:\Macro_Templates\Final_Report900.xlsx. 

3. Download and Process TTL_REPORT_1166 Files (Once Daily): 

o Navigate to the TTL_REPORT_1166 folder on the FTP. 

o Copy the two most recent 

files: TTL_REPORT_1166_1_DateTime.zip and TTL_REPORT_1166_2_DateTime.zip. 

o Note: If multiple users are performing this update, each must ensure they copy the latest files to their 

own system daily. 

o Paste these files into D:\Macro_Templates. 

o Extract both ZIP files to this location. 

o Rename the extracted text files to: 

▪ TTL_REPORT_1166_1.txt 

▪ TTL_REPORT_1166_2.txt 

4. Run the Backend Macros: 

o Before proceeding, confirm these three files are present in D:\Macro_Templates: 

▪ (A) Final_Report900.xlsx 

▪ (B) TTL_REPORT_1166_1.txt 

▪ (C) TTL_REPORT_1166_2.txt 

o Open the MS Access file SRT_Backend_A1.1.accde. 

o Click the button “Update New Report 900”. 

o Wait for the confirmation message. 

o Click the button “Result” to view the Report900 update status. 
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Ownership & Troubleshooting: 

• The users of the tool are responsible for refreshing these files as per the defined SLA (every 2 or 24 hours). 

Process ownership lies with the designated process owner. 

• Route any errors encountered during the upload process to the developer, Arjun Singh, for troubleshooting. 

 

 

2 1.2 SRT Backend Macro Logic 

 
Objective: To define the business rules for sorting, filtering, and updating Service Requests within the SRT system. 

 

Data Processing Rules: 

1. Handling Blank Values: The macro will update the word "Blank" in every field where the Report900 data 

is Null or empty. 

2. SR Filtering (Exclusions): 

o SRT will ignore SRs marked as “Voluntary”. 

o SRT will ignore SRs related to “Non-EBS Segments”. (Refer to the specific Account Segment details 

for what is included/excluded). 

3. Bucket Assignment Rules: 

o CLE Agent Bucket: SRT will assign "UMR Related" SRs where the Account Segment is related to EBS. 

o DataLink Agent Bucket: SRs will be assigned here if: 

▪ The “Barring/Unbarring” reason is "Barring" AND the “Assigned User” is like "TTL RNOC 

Team". 

▪ The “Barring/Unbarring” reason is "Restoration" AND the “Assigned User” is like "TTL RNOC 

Team". 

o L2 Agent Bucket: SRs will be assigned here if the “Barring/Unbarring” reason is "Restoration" AND the “Assigned User” is like "TTL OP VAS". 

o SR Agent Bucket: SRs will be assigned here if: 

▪ The “Barring/Unbarring” reason is "Barring" AND the “Assigned User” is NOT like "*TTL 

RNOC Team*". 

▪ The “Barring/Unbarring” reason is "Restoration" (and does not meet the L2 or DataLink 

criteria above). 

4. Handling Existing SRs from New Report900: 

o If an SR in the new Report900 already exists in SRT, the system will check its status and act as follows: 

▪ (a) SRT Status is “Resolved”: The system will automatically Re-Open the SR and move it to 

the L2 Bucket. 

▪ (b) SRT Status is “Work in progress”/”Open”/”Pending with IT”: The system will take no 

action as the SR is already pending. 

▪ (c) SRT Status is “SR Not Related To Credit Control – Reject” or “Not Eligible For CLE – 

Rejected”: The system will NOT Re-Open the SR. 

▪ Note: Agents are responsible for updating SR statuses correctly. Intentionally 

mislabelling a status as "Rejected" will make the agent accountable for the SR not 

being re-opened. 

5. Handling SRT SRs Not in New Report900: 

o For SRs that are in SRT (Pending/Resolved) but are missing from the new Report900: 

▪ (a) SR Incident Date is more than 48 HRS old: The system will check their status 

in Report1166 and update the SRT status accordingly. 

▪ (b) SR Incident Date is less than 48 HRS old: The system will automatically update their 

status to “Closed”. 

 

 

(Please refer to the associated documentation for the specific lists of Considered/Not-Considered Barring 

Reasons, Restoration Reasons, and Account Segments). 
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